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ABSTRAK 
 
 
 
Kemajuan ekonomi semakin pesat terjadi di beberapa negara di seluruh dunia. 
Hal ini memberikan dampak pada berkembangnya dunia bisnis secara global. 
Perkembangan bisnis tersebut membuat munculnya perusahaan yang bergerak di 
bidang industri ritel. Termasuk beberapa kota di Indonesia yang memiliki jumlah 
penduduk Jepang terbanyak, maka muncullah supermarket yang menyediakan 
bahan makanan Jepang untuk memenuhi kebutuhan mereka sehari- hari ataupun 
lokal seperti Papaya Fresh Gallery di Surabaya. Tujuan dari penelitian ini adalah 
untuk mengetahui pengaruh social shopping, shopping status, entertainment, dan 
overall quality dengan customer satisfaction terhadap loyalty di Papaya Fresh 
Gallery Surabaya. Populasi yang digunakan dalam penelitian ini adalah pelanggan 
Papaya Fresh Gallery di Surabaya. Teknik pengambilan sampel menggunakan 
purposive sampling dengan karakteristik pernah membeli atau mengunjungi 
Papaya Fresh Gallery di Surabaya. Jumlah sampel yang diteliti sebanyak 150 
orang konsumen. Dengan menggunakan Lisrel 8.80 diperoleh kesimpulan yaitu 
social shopping memiliki pengaruh positif dan signifikan terhadap customer 
satisfaction, shopping status memiliki pengaruh positif dan signifikan terhadap 
customer satisfaction, entertaiment memiliki pengaruh positif dan signifikan 
terhadap customer satisfaction, overall quality memiliki pengaruh positif dan 
signifikan terhadap customer satisfaction, customer satisfaction memiliki 
pengaruh positif dan signifikan terhadap loyalty, social shopping memiliki 
pengaruh positif dan signifikan terhadap loyalty melalui customer satisfaction 
sebagai mediator, shopping status memiliki pengaruh positif dan signifikan 
terhadap loyalty melalui customer satisfaction sebagai mediator, entertaiment 
memiliki pengaruh positif dan signifikan terhadap loyalty melalui customer 
satisfaction sebagai mediator, overall quality memiliki pengaruh positif dan 
signifikan terhadap loyalty melalui customer satisfaction sebagai mediator. 
 
 
Kata Kunci: Social Shopping, Shopping Status, Entertainment, Overall Quality, 
Customer satisfaction, Loyalty 
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THE EFFECT OF SOCIAL SHOPPING, SHOPPING STATUS 
ENTERTAINMENT AND OVERALL QUALITY ON LOYALTY IS 
METIATED BY CUSTOMER SATISFACTION IN PAPAYA FRESH 
GALLERY SURABAYA 
ABSTRACT 
 
Economic progress has increased in several countries in the world. This has an 
impact on the development of the global business world. This business 
development makes the movement of companies engaged in the retail industry. 
Regarding several cities in Indonesia which have the highest number of Japanese 
population, a supermarket has emerged that provides Japanese food ingredients 
to meet daily or local needs such as Papaya Fresh Gallery in Surabaya. The 
purpose of this study is to study the effect of social shopping, shopping status, 
entertainment, and overall quality with customer satisfaction on loyalty at Papaya 
Fresh Gallery Surabaya. The population used in this study is customers of the 
Fresh Papaya Gallery in Surabaya. The sampling technique uses purposive 
sampling with characteristics that have been purchased or presented by Papaya 
Fresh Gallery in Surabaya. The number of samples issued was 150 consumers. By 
using Lisrel 8.80, it is concluded that social spending has a positive and 
significant effect on customer satisfaction, shopping status has a positive and 
significant effect on customer satisfaction, entertainers have a positive and 
significant effect on customer satisfaction, overall quality has a positive and 
significant effect. significant influence on customer satisfaction, customer 
satisfaction has a positive and significant effect on loyalty, social spending has a 
positive and significant effect on loyalty through customer satisfaction as a 
mediator, shopping status has a positive and significant effect on loyalty through 
customer satisfaction as a mediator, entertainers have a positive and significant 
effect on loyalty through customer satisfaction as a mediator, overall quality has a 
positive and significant effect on loyalty through customer satisfaction as a 
mediator. 
 
 
Key Words : Social Shopping, Shopping Status, Entertainment, Overall Quality, 
Customer Satisfaction, Loyalty. 
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